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FAIR PRACTICE CODE

1. Objective

FLAT WHITE CAPITAL PRIVATE LIMITED (FWCPL) adopts this Fair Practices Code (FPC)
to ensure fair, transparent, ethical, and borrower-friendly practices in all dealings.

This Code reflects the requirements of the Reserve Bank of India (RBI) and ensures

borrowers clearly understand their rights and obligations.

2. Application of the Code

This Code applies to:

All FWCPL branch employees, outsourced staff, and authorized representatives.

Allinteractions through branch visits, phone calls, field visits, digital channels, or
any other mode of service.

The Code must be displayed at all the FWCPL branches and available to
borrowers on request.

3. Key Commitments to Borrowers

FWCPL commits that it will:

Act fairly, honestly, and transparently in all dealings.
Provide clear information about products, interest rates, and charges.
Treat all borrower information as private and confidential.

Serve borrowers without discrimination on the basis of caste, gender, religion,
disability, etc.

Provide a copy of this FPC or Loan Agreement to the borrower, whenever
requested.

4. Borrower Information & Transparency

FWCPL will ensure that:

Information on interest rates, service charges, overdue charges, auction rules,
and grievance contacts are clearly displayed in the branch.



e Alladvertisements, posters, and product promotions are accurate and not
misleading.

¢ Staff communicate loan terms in the vernacular language or language
understood by the borrower.

5. Loan Application & Processing
1. Loan application forms shall:
o Contain allimportant terms and conditions.
o Clearly list documents required for KYC and loan sanction.
o Provide a timeline for processing and approval.
2. FWCPL will:
o Give acknowledgment of loan applications.

o Inform borrowers if a loan is rejected and provide reasons when
requested.

o Assist borrowers in completing forms and understanding the process.

6. Loan Appraisal & Terms
FWCPL will:

e Issue adigital sanction letter / loan agreement clearly mentioning the loan
amount, EMl/interest rate, tenure, and other terms.

¢ Disclose penal charges and make them part of the sighed agreement.

¢ Provide copies of the loan agreement and enclosures to the borrower at
disbursement.

e Disclose auction rules for gold loans in advance.

7. Disbursement of Loans
¢ Allloans shall be disbursed only through NEFT / RTGS.

e Securities will be released immediately on repayment of all dues.



8. Loan-Specific Guidelines
e Gold purity testing must be done by trained staff using approved equipment.
¢ LTV will follow RBI regulations and internal policy.
¢ Gold packets must be tamper-proof, barcoded, and stored under dual custody.
e 14-days written auction notice is mandatory before auction.

e Auctions must be transparent and announced in public newspapers if
applicable.

e Surplus after auction must be refunded to the borrower promptly.

9. Collection of Dues & Recovery Practices
FWCPL will:

¢ Explain repayment schedule, interest, and overdue process clearly at the time of
disbursement.

¢ Follow a defined, lawful process for recovery in case of delayed payments.
e Ensurerecovery staff:
o CarryID cards and authorization letters
o Visit borrowers only between 7:00 AM and 7:00 PM
o Maintain politeness, respect, and confidentiality
o Recordtime, place, and details of each visit
Strictly prohibited:

¢ Harassment, intimidation, or coercive recovery practices.

10. Privacy & Confidentiality
FWCPL will:
o Treat all borrower records as confidential.

¢ Never share borrower information without borrower consent or legal
requirement.

¢ Notdiscuss borrower details in public areas of the branch.



11. Grievance Redressal
¢ A Complaint Register will be maintained at each branch.

e Complaints will be acknowledged within 48 hours and resolved within 7-10
working days.

¢ Branches shall display the contact details of:
o Branch Manager
o Grievance Redressal Officer (GRO)/Nodal Officer
o RBIOmbudsman

If a borrower is not satisfied with the resolution, they may escalate to the RBI
Ombudsman as per RBI guidelines.

12. Charges, Fees & Interest Rate Policy

o Interest rates, penal charges, and fees will follow the Board-approved pricing
model.

o The pricing policy will be transparent and displayed in the branch.

¢ No hidden charges shall be collected.

13. Staff Conduct
All branch staff must:
¢ Be polite, professional, and respectful.
¢ Avoid any conflict of interest.
¢ Not accept gifts, incentives, or personal favours from borrowers.

¢ Follow company SOPs, compliance norms, and RBI guidelines.

14. Training
o All staff will undergo compulsory induction and annual FPC training.

¢ Branches must ensure that the Code is easily accessible to all employees.



15. Monitoring & Compliance
¢ FPC adherence will be checked through:
o Internalaudits
o Mystery audits
o Surpriseinspections

¢ Any breaches must be reported to the Compliance Department.

16. Review of the Code

This Fair Practices Code will be reviewed annually or whenever new RBI regulations
require updates.
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